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OKLAHOMA STATE REPORT

Site Visit June 14- 16, 1993

STATE PROFILE

System Name: Integrated Client Information System

(ICIS)/Program System 2 (PS2)

StartDate: 1980

CompletionDate: 1985

Contractor: N/A

Transfer From: N/A

Cost:

Actual: $1,683,465

Projected: $1.440.829
FSP Share: $725.989

FSP%: 43.1%

Number of Users: 2.087

Basic Architecture:

Mainframe: IBM 3090-600E

Workstations: Telex terminals, IBM clone PCs
Telecommunications

Network: T1 backbone; 56 KB copper lines to intelligent
nodes: 19.2 KB lines to counties

System Profile:

Programs: Food Stamp, Aid to Families with Dependent
Children. Medicaid, and General Assistance
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1.0 STATE OPERATING ENVIRONMENT

The Oklahoma Department of Human Services (DHS) is the cabinet level agency designated as
the State agency for the administration of the Food Stamp Program (FSP). There are three major
groups within DHS: Administration, Programs, and Field Operations. Within Administration are
Facilities & Control Services, Contracts and Purchasing, Human Resources, the Inspector General,
and Data Services. The Data Services Division (DSD) is responsible for managing and operating
the system that supports FSP (i.e., the Integrated Client Information System (ICIS)/Program
System 2 (PS2)). Within Programs, there are Aging Services; Children, Youth & Family
Services; Child Support Enforcement Services; Developmental Disabilities Services; Family
Support Services; Medical Services; and Rehabilitation Services.

The Division of Family Support Services is responsible for Aid to Families with Dependent
Children (AFDC), Foster Care, Emergency Payments, FSP, Day Care Services, Health Related
and Medical Services, Education, Training and Development, and Special Programs. There is
also an administration and support component to Family Services.

The third major group within DHS is Field Operations, which oversees six area directors, who
are responsible for managing field staff. They are assisted by six liaisons who set up training
sites, times, and days. The six Area Directors report to the Associate Director of Field
Operations.

There are 77 counties with 81 local DHS offices. The remote panhandle of Oklahoma poses
supervision problems as it has a very small caseload and requires at least six hours of travel time
to reach Oklahoma City.

In an effort to reduce costs and in keeping with reduced State budgets, there have been some
organizational changes. Some middle managers were eliminated from Field Operations and
Memorial Hospital is becoming a separate agency with its own Tandem computer. The
Rehabilitation Services Agency will be separated from DHS and will also have its own computer,
but will contract with Data Services for ongoing work.

The population of Oklahoma was 3,157,604 according to the 1990 census. In May 1992, FSP
served 136,193 households and 348,321 individuals. This amounts to approximately 11 percent
of Oklahoma's population.

Oklahoma's unemployment rate has been relatively stable in recent years. In 1986, the
unemployment rate was at a 10-year high of 8.2 percent. Unemployment decreased each year
between 1988 and 1990, reaching a 1990 rate of 5.6 percent, before rising slightly to 6.7 percent
in 1991.

The October 1992 edition of The Fiscal Survey of States, provides the following information
compiled by the National Association of State Budget Officers:

· Oklahoma's nominal expenditure growth for fiscal year (FY) 1993 was between 5.0 and
9.9 percent; the national average for expenditure growth was 2.4 percent.
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· State government employment levels in Oklahoma increased by 0.2 percent. This change
was in contrast to the national average, a 0.6 percent decrease.

· The regional outlook indicated that economic growth is positive in the Southwest region.
The regional weighted unemployment rate of 7.9 percent was slightly higher than the
national average of 7.8 percent, but this figure is skewed by the Texas jobless rate of 8.2
percent. The per capita regional personal income increase of 3.6 percent was more than
the national average of 2.4 percent.

2.0 FOOD STAMP PROGRAM OPERATIONS

FSP is currently supported by ICIS and the Case Information (CI) System. These systems were
Family Assistance Management Information System (FAMIS) certified in May 1985. The non-
public assistance (NPA) portion of ICIS has been operational since March 1986. CI has been in
operation for over 24 years. Although CI is being phased out, it continues to be used for data
capture and transfer to the ICIS databases. ICIS is fully operational for emergency AFDC, NPA
FSP, and Medicaid. The public assistance (PA) FSP; Aged, Blind, and Disabled; AFDC; Refugee
Assistance; Services; and Low Income Heating and Energy Assistance (LIHEAP) Programs are
partially integrated into ICIS and are in various stages of conversion and implementation. ICIS
interfaces with Child Support Enforcement.

2.1 Food Stamp Program Participation

All programs have experienced growth in their caseloads over the last five years. AFDC
participation has increased over 28 percent, Foster Care over 50 percent, and Medicaid
about 54 percent. FSP has had a more modest increase in caseload, 20 percent. Child
Support Enforcement cases have declined by 54 percent from 1988 to 1992.
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Table 2.1 Average Monthly Public Assistance Participation

PROGRAM 1992 1991 1990 1989 1988

AFDC

Cases 46,435 42,732 40,910 36,333 36,088
Individuals 132,317 122,972 118,569 104,015 103_892

FosterCare 4,557 3,927 3,591 3,196 3,004

GA N/A N/A N/A N/A N/A

FSP

Households 136,193 118,556 105,973 101,354 108,926
Individuals 348,321 302,091 269,373 259,060 285,959

Medicaid 161,283 136,405 131,209 116,939 104,552

Child 'Support
Enforcement 104,706 146,746 146,869 118,707 193,316

2.2 FSP Benefits Issued Versus FSP Administrative Costs

The ratio of benefits issued to FSP administrative costs has improved from 11.5:1 in 1988
to 14.3:1 in 1992.

Oklahoma's average monthly benefit issuance per household over the last five years, as
provided in Table 2.2, has increased. _

Table 2.2 FSP Benefits Issued

1992 1991 1990 1989 1988

Average Monthly
BenefitPer $169.47 $159.61 $147.62 $130.05 $130.19
Household

2.3 FSP Administrative Costs

Oklahoma's FSP administrative costs for the past five years are provided in Table 2.3.:
The data indicate that total administrative costs increased each year from 1988 to 1991

i The number of households and benefit amounts use data reported in the FNS State Activity Reports for each year.

2Thc number of households and FSP Federal administrative costs are derived from data reported in the FNS State Activity Reports for each
),ear.
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and then decreased in 1992. It also shows that the average cost per household increased
steadily until 1991, then fell to $11.87 in 1992.

Table 2.3 FSP Federal Administrative Costs

1992 1991 1990 1989 1988

Total FSP

Federal $19,294,793 $20,072,168 $17,345,849 $16,018,196 $14,561,994
Admin.
Cost

Avg.
Federal
Admin. $11.87 $14.28 $13.73 $13.10 $11.36
Cost Per
Household
Per Month

2.4 System Impacts on Program Performance

FSP systems typically have an impact on several program performance areas. This section
examines the system impact on staffing, responsiveness to regulatory changes, error rates,
and claims collection.

2.4.1 Staffing

There are approximately 68 registration workers, each of whom has a terminal for data
entry. There are 1,659 social workers who take and certify applications. Most of these
workers share a terminal and a telephone with other workers. There are 291 supervisors,
who each have a terminal. In FSP only, there is one terminal per two employees. There
are 68 county directors. Vocational rehabilitation and child welfare workers have their
own personal computers (PC).

In March 1993, a reduction in force (RIF) took place in the field and at the central office.
The Family Support Division was reduced from a staff of 140 to 82.

Smaller offices utilize generic workers, but in the larger offices in Tulsa and Oklahoma
County, workers are program specific. The average caseload is close to 300 cases. Some
workers are managing caseloads of 350 to 400 cases. Caseloads have increased from
levels of 200 per worker in the past. Staffing levels have decreased but this decrease was
due to the RIF, not to ICIS implementation.

In an attempt to maintain timeliness, the recertification period has been extended from
three months to six months.
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2.4.2 Responsiveness to Regulatory Changes

As shown in Appendix A, Exhibit A-2.1, Oklahoma was able to implement all of the
required regulatory provisions within the required timeframes. Of the fourteen provisions,
six did not require any computer programming changes, and only three did not require
changes in State policies. The most difficult changes to make were those related to two
month benefit issuances.

2.4.3 Combined Official Payment Error Rate

Oklahoma's official combined error rate, as indicated in Table 2.4, has fluctuated
somewhat between 1988 and 1992.

Table 2.4 Official Combined Error Rate

1992 1991 1990 1989 1988

Combined
ErrorRate 8.92 7.35 11.08 7.54 12.28

During 1987 and 1988 Oklahoma experienced very high error rates. This was attributed
to inadequate oversight of field operations. Subsequently, more autonomy and
responsibility has been given to Field Operations to monitor the performance of field
offices and county operations.

The March 1993 RIF eliminated some field staff, some middle management in Field
Operations, and middle management in other areas of the central office. It continues to
be a challenge to provide the training and oversight needed to reduce error rates, as
caseloads have continued to increase.

State management evaluations have been changed to focus on error prone counties. The
Family Support Services Division works closely with Field Operations but is not
responsible for any supervision of the field.

In the past, supervisors were required to authorize benefits for each case, but, with the
reduction in staff, the State now utilizes a Case Action Review System (CARS) from
which supervisors can draw a sample of cases to do supervisory reviews of cases.

2.4.4 Claims Collection

The amount of claims established and collected, as shown in Table 2.5, has been steadily
improving over the last five years. All overpayments are handled by the Overpayment
Unit. Field operations prepare a referral form that is sent to the Overpayments Unit for
entry into ICIS. The unit prepares client notices and establishes claims. A separate system
has been developed for this unit that interfaces with ICIS. The system sends out receipts
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and monthly billings. The State is currently planning to implement Federal income tax
refund offset for the coming year. No State tax refund offset is performed.

Table 2.5 Total Claims Established/Collected

1992 1991 1990 1989 1988

Total Claims
Established $1,663,549 $1,602,164 $1,258,852 $1,298,923 $1,662,121

Total Claims

Collected $924,368 $765,742 $704,665 $659,359 $723,550

Asa %of
Total Claims 55.6% 47.8% 56.0% 50.8% 43.5%
Established

2.4.5 Certification/Reviews

Oklahoma received FAMIS certification for ICIS/CI in May 1985. Because ICIS is being
developed in phases, it did not receive Food and Nutrition Service (FNS) approval of the
non-PA FSP portion of ICIS until a year later.

3.0 OVERVIEW OF THE SYSTEM

ICIS supports FSP, AFDC, Medicaid, and GA. It interfaces with the Child Support Enforcement
System, which is a separate system.

The organization and assignment of workload within the local offices is at the discretion of each
office although Oklahoma is State-administered. Some offices have both intake and maintenance
workers; others do not separate these functions. The assignment of caseloads (not automatic) may
be based on the difficulty of the case or the category of assistance. Some large offices in Tulsa
may have some FSP-only or medical assistance-only caseworkers, along with generic
caseworkers.

3.1 System Functionality

ICIS is a fully integrated system that serves all PA programs under DHS -- FSP, AFDC,
Medicaid, etc. An input/turnaround document, referred to as the PS-2, is completed by
the eligibility worker (EW) and keyed into the system by a data entry operator.

The average case document is five pages long. The average FSP case is three pages long
-- approximately two people per page. In 1984 the State received approval from FNS for
a demonstration of a simplified application process. The basic application is for AFDC
benefits. If the client also wants food stamps, he or she checks a box on the form
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indicating this. If this box is checked, an additional form that captures shelter, utilities,
and medical costs, the extra information needed for FSP and Medicaid, must be filled out.
This information is keyed in and FSP benefits are calculated based on the extra data
elements. This addendum also applies for aged, blind, and disabled recipients desirous
of obtaining Medicaid benefits.

Separate databases have been created for each of the assistance programs. There is a
notices database that contains all computer-generated notices for day care, AFDC,
Medicaid, and FSP. There is a benefits database with issuance amounts. There is one
primary database for all the basic information for every case.

ICIS has a fast response time and features that are helpful to the workers. Every time a
case is changed, however, a turnaround document is produced. This results in a few
million turnaround documents each year. DSD would like to eliminate turnaround
documents by using PCs for input and front end processing. This would reduce the
number of turnaround documents to 200,000 to 300,000 per year and cut the distribution
costs.

· Registration. An applicant completes the cover sheet of the application form
(PS-l), entering in his or her Social Security Number (SSN), name, address, and
the SSN and name of their spouse and possibly other household members. The
client may have completed the entire application form at this time, but usually the
client takes the application form home, returning with the completed form and the
verifications needed at the time of the scheduled interview.

At the time the client requests the application form and the PS-1 is completed, the
local office receptionist enters in the SSN to see if the client already has a case
number and, if so, in what county the case is located. If there is a previously
existing FSP case, the same case number is used; if not, a case number is assigned
by the system. The worker makes a note of any other State programs in which
the client may be participating and writes the cross reference and client number
on the PS-1 form. The 30-day standard of promptness in completing the
application is initiated at the time of registration, even though the application may
not have been completed by the client or the required verifications provided.

Turnaround data entry forms and notices are automatically produced by the system
during registration and these are printed at the local offices. Approximately 80
percent of the State is now able to print locally. By June 1994, the State expects
that 100 percent of the field offices will be printing the turnaround documents.
The turnaround documents are optional; the worker can request them, but they are
not required to do so.

Historical participation records are maintained on-line for five years.

The completed application form is date stamped on the date it is received. If there
is a case on the system for an individual, the worker initiates a request for a
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transfer of the case. The first county must teleprocess the case to the new count>,
and send it the folder.

Receptionists are provided with screening sheets which they can use to determine
whether a client requires expedited processing. When the case has been
established on the system, a PS-2 input document is generated by DSD and mailed
to the individual county office that initiated the case. If the worker does not
receive the PS-2 from DSD, a blank PS-2 can be completed.

Clients are no longer seen by the caseworker on a first-come, first-serve basis. An
appointment is made by an appointment clerk within each county office. In the
large metropolitan counties, the appointment clerk utilizes an automated scheduling
system that has been placed on a microcomputer to keep track of caseworker
schedules. The interview is scheduled within a specified number of days of the
date of registration of application. The county supervisor assigns the cases to the
caseworker.

· Eligibility Determination. Following the interview, the worker completes a
turnaround document from which the data are entered into ICIS (or into CI, if it
is a PA FSP case). Immediate on-line data edits are provided by the system. The
system provides reminders to the worker that required information has not been
received. It also reminds the worker of pending applications and reviews that are
due or delinquent. The system provides background eligibility processing so that
the worker can proceed with work on other cases.

A worker can get more detail about an edit or an error message through help
screens. In the near future, Oklahoma expects to have the manual on-line as well.

Ongoing case management has some redundancy. For instance, address updates
are not automatic for all address locations because there are separate databases for
various programs. An address can be changed for FSP but would not be
automatically changed for another program. A change is being made in the
system that will notify the worker of the address change so that the worker can
update the address wherever it is located. A major issue associated with this is
data ownership and the need for multiple addresses to be used for different
purposes and programs.

The system requires supervisory benefit authorization for all newly applying cases
as well as for all re-applying cases.

· Benefit Calculation. The system performs the benefit calculations by determining
the FSP net income and corresponding coupon amount. The system also prorates
the initial month's benefits and deducts any recoupment amounts from the coupon
amount.
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· Benefit Issuance. In December 1991, the Human Services Commission required
that all clients with food stamp issuances over $149 receive an authorization-to-
participate (ATP) card, effective February 1992. This dramatically increased the
number of ATPs mailed to benefit recipients. ATPs for expedited issuance are
generated manually, but these are very error prone. The State also issues coupons
by direct mail.

If coupons are undelivered and returned, the worker can request replacement
benefits on-line. The system can provide an on-line display of the entire issuance
history and will link the document number of the original and replacement
issuance. The ATP is matched with the recipient's address and mailed in a
window envelope. The system checks the address and adds any missing zip code
information. For FSP recipients who also receive AFDC checks, a combined
issuance of coupons and checks is made.

Each county has to pay for the cost of issuance, including postage and computer
time. A separate account is kept for the counties. Oklahoma County chose to
contract out with the National Check Cashers. Other counties have contracted

with the State to perform issuance.

Oklahoma offers direct deposit for PA payments. DHS plans to develop an
operational Electronic Benefits Transfer (EBT) system, but if Regulation E goes
into effect, the State will not assume this liability.

Redeemed ATPs (approximately 125,000 per month) are data entered by prisoners
and an ATP tape is prepared for the reconciliation contractor who compares the
tape to the Master Issuance File.

· Notices. The notice system is fully automated. The worker is not required to
enter any additional information for notices. The system automatically sends
notices based on the actions taken by the worker.

· Claims Systenz The recoupment system is a part of ICIS. It is used by the
Overpayments Unit, which sends out monthly statements. The claims system is
integrated with ICIS.

The worker prepares a paper claim form which is referred for overpayment
determination to the Overpayment Unit. The Overpayment Unit enters the cause
of the overpayment in the system and whether fraud is suspected. The corrected
benefit allotment amount is calculated by the system. Only the Overpayment Unit
staff can override the system calculation, the worker cannot.

The system tracks the claim status, subtracts the recoupment amount from the
recipient's monthly benefit, and automatically creates a collection record once the
claim has been established. The client notice is submitted by the EW on a paper
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form. The system will generate a paper notice of the claim to the EW and the
client.

· Computer Matching. Since the spring of 1993, DHS has been utilizing the Data
Mover System to send and receive Supplemental Security Income (SSI)
information from Baltimore. If the request goes to Baltimore in the morning, a
response is received the next day. Matching is conducted prior to initial
certification as well as after certification. Only Child Support Enforcement staff
have access to Department of Motor Vehicle (DMV) information. Child Support
Enforcement staff also conduct duplicate participation checks on neighboring State
databases, although FSP does not. Discrepancies are reported in the form of
on-line messages to the worker. Discrepancies can be reviewed in detail on-line.

The system tracks the resolution of the discrepancies identified through matching.
Although the worker can delete a message without performing the required
activity, a record of the message shows when the message was deleted, which can
be used by the supervisor in reviewing worker performance.

Alerts. There are two screens that notify the worker that a message needs to be
reviewed. The alerts help workers manage their caseloads by letting them know
when a redetermination is due, the amount of days remaining before a notice
needs to be sent, pending applications, etc. Alerts can be deleted either manually
by the worker or automatically by the system when the appropriate action has been
taken.

· Monthly Reporting. There is no monthly reporting for FSP in Oklahoma.

· Report Generation. There are a variety of reports generated by the system that
are frequently used for workload monitoring and management. The worker can
review daily on-line reports listing outstanding work needing attention. The
worker or the supervisor can target active cases by supervisor or worker, a useful
tool for reallocating workloads. The caseworker action report has a year-to-date
summary, so it can be used to prepare the FNS-366 report reflecting the number
of applications, number of certifications, number of denials, and the percentage
split between PA and non-PA FSP cases.

· Program Management and Administration. FSP management indicated that ICIS
makes it possible to pinpoint by worker, the terminal, location, and time of each
transaction; worker fraud can be detected or traced more easily. The system also
prevents duplicate client participation and tracks overpayments.

An electronic mail box is available to all staff. A worker can use this to ask for

help from headquarters. The electronic mail box is used to disseminate policy
changes, memoranda, and informal communications statewide.
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CI utilized IBM's Information Management System (IMS) and provided both on-line and
batch processing. Different application forms were required for CI input and no on-line
processing and updating were available to the worker. Redundant data entry was also
required.

4.2 Justification for New System

The Advanced Planning Document (APD) for a redesigned database and data capture
approach was submitted to FNS in December 1980. The objectives of the new system
were to:

· Minimize duplicated input by workers.
· Meet informational needs related to planning, control, and reporting.
· Provide for future growth
· Facilitate worker usage through design of medical eligibility and child support

enforcement.

· Maintain data privacy and security needs.
· Optimize current system technology.
· Provide improved informational sharing capabilities.

4.3 Development and Implementation Activities

There were three phases of ICIS development. Phase I began in April 1980 and involved
the conversion from CICS to IMS/ADF. This effort automated the reception and intake
functions and initiated the SSN cross reference. Phase II activities began with the
submittal of an APD in August 1983. This effort developed the eligibility and case
information functions and implemented retrospective budgeting for AFDC and FSP. It
also included activities required to allow the system to meet FAMIS certification
requirements. Phase III consisted of FAMIS enhancements and was completed in May
1985. The system was certified in May 1985.

In 1986, an Advanced Planning Document Update (APDU) was submitted to implement
Integrated Eligibility Verification System (IEVS) in the new system. This effort, called
Phase IV, was completed in October 1986.

4.4 Conversion Approach

Conversion from CI to ICIS was automated with additional information added when the

case came up for redetermination. Workers were trained in the conversion process and
a printout of the PS-2 that indicated missing data was produced. The next time the
worker saw the client the information was obtained. The conversion process was
implemented a few counties at a time. The timeframe was adequate and there were no




